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hotline by reason (hotcard, balance inquiry, transaction history, etc.) for both ARU and CSR.
The Contractor shall also report on the number of dispute calls, the reasons for disputes,
resolution, and the length of time for resolution.  Daily statistics regarding the help desk
performance (i.e., number of calls, number of rings before answered, number of abandoned calls,
number of busy signals received) shall be collected and reported.  Statistics regarding language
selected for both ARU and CSR shall be provided.

Meets Requirement:     Yes _____     No _____

Description (if any):                                                                                                                

6.13.8.2 Monthly Retailer Help Desk Statistics
This monthly report shall provide summary of the number of calls received on the retailer hotline
by reason (food stamp voice authorization, terminal problems, settlement questions, etc.) for both
ARU and CSR.  Statistics regarding retailer help tickets, including number of tickets opened,
tickets closed, and reason for ticket, shall be provided.  Daily statistics regarding the help desk
performance (i.e., number of calls, number of rings before answered, number of abandoned calls,
number of busy signals received) shall be collected and reported

Meets Requirement:     Yes _____     No _____

Description (if any):                                                                                                                

6.14 Program Integrity
6.14.1 FNS ALERT Requirements
The Contractor shall meet FNS Alert Requirements described in Appendix G.  The Contractor
shall interface with the FNS Anti-Fraud Locator using EBT Retailer Transactions (ALERT)
system, and shall provide monthly FSP redemption data in the file format specified by FNS.

Bidder understands and will comply:     Yes _____      No _____

Description (if any):                                                                                        

6.14.2 Investigative Support
The Contractor shall support the requirements of Federal, State, and county agencies responsible
for ensuring the integrity and proper use of benefits to be distributed by the EBT system by
advising and assisting in the detection and investigation of misuse by retailers, recipients,
State/county employees, or Contractor’s staff.  The Contractor shall cooperate with Federal,
State and county agencies in these investigations by providing the following assistance to
investigators:

• Assist, if needed, in the retrieval of manual vouchers for investigation purposes

• Provide access to original and summary documentation reflecting benefit and redemption
activity.
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• Retrieving account history information that has been moved off-line according to
timeframes agreed upon between the Contractor and the State

• Document the transaction path between an identified recipient and/or retailer and the
EBT host.  This shall include transactions routed through third-party processors.

• If needed, serve as an expert witness on the EBT system in a court of law and provide
testimony in support of investigations of fraudulent activity in relation to the system.

• Restrict access to information so that no investigation is compromised

Bidder understands and will comply:     Yes _____      No _____

Reference Document:                                                                    Page(s)                    

Description:                                                                                                     

6.14.3 Administrative Terminal Support of Fraud Investigation Activities
The Contractor shall provide Federal, State and county offices with on-line access to recipient
and retailer transaction information via administrative terminals, as required in Section 6.6.2.5.
Fraud investigators shall have inquiry access to trace each step of the benefit authorization, card
issuance, and PIN selection process.  Investigators shall also have the ability to review benefit
authorization history data elements, including benefit amount, benefit program type, date
authorized, date available, conversion activity, and repayment activity.  Investigators shall also
be able to review account transaction history.

Bidder understands and will comply:     Yes _____      No _____

Reference Document:                                                                    Page(s)                    

Description:                                                                                                     

6.15 System Security
The Contractor and all subcontractors shall ensure that an appropriate level of security is
established and maintained in connection with the EBT system.  The Contractor shall rely on
EFT industry standards and conventions to ensure a sound and secure EBT operating
environment.  The Contractor shall adhere to requirements of the FNS Handbook 901, the FNS
EBT System Security Guidelines, and the Quest Operating Rules.  The security controls to be
used by the Contractor and/or any subcontractor(s) in the performance of services required under
this ITP shall be specified in the Bidder’s response to this ITP.

The Contractor shall be responsible for the development, implementation and maintenance of a
comprehensive security program for the EBT system and operations.  This program shall include
the administrative, physical, technical and systems controls that will be implemented to meet the
security requirements of the EBT system.  Documentation of the comprehensive security
program will be submitted by the Contractor as the EBT Security Plan.


